Claims 

1. A method of supporting client calls within a private 
computer network of an organization having a plurality of 
agents, such method comprising the steps of: 

detecting receipt of a call from a client of the 
organization through an interface of the private computer 
network of the organization with a public communication 
networks- 
determining a type of the received calls- 
spawning a routing process based upon the determined 
type of call; and 

routing the call to an agent of the plurality of 
agents based upon the type of call and the spawned routing 
process . 

2. The method of supporting client calls as in claim 1 
further comprising detecting call associated information 
received along with the call. 

3. The method of supporting client calls as in claim 2 
further comprising selecting the agent for connection to 
the call based upon the call associated information. 

4. The method of supporting client calls as in claim 3 
further comprising identifying the client from the call 
associated information . 

5. The method of supporting client calls as in claim 4 
further comprising retrieving client information based upon 
the identity of the client. 
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6. The method of supporting client calls as in claim 5 
further comprising transferring the retrieved client 
information to the selected agent along with delivery of 
the call to the agent. 

7. The method of supporting client calls as in claim 1 
further comprising routing call information from the client 
to the agent under a TCP/IP format. 

8. The method of supporting client calls as in claim 1 
^ further comprising defining the call type as a VoIP call 

□ under an H323 format. 

f 

W 9. The method of supporting client calls as in claim 1 
Si 

^ further comprising defining the call type as a web page 

L call under an http format. 

Ml 

^ 10- The method of supporting client calls as in claim 1 

O further comprising defining the call type as a VoIP call 

ru 

under an SIP format. 

11. The method of supporting client calls as in claim 1 
further comprising defining the call type as an T120 chat 
session call under a T120 format. 

12. The method of supporting client calls as in claim 1 
further comprising defining the call type as a VoIP call 
under an MGCP format. 

13. The method of supporting client calls as in claim 1 
further comprising conferencing a third party into the 
call . 
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14. The method of supporting client calls as in claim 13 
wherein the step of conferencing a third party into the 
call further comprises adding another agent as the third 
party. 

15. The method of supporting client calls as in claim 13 
wherein the step of conferencing a third party into the 
call further comprises adding another client as the third 
party. 

16. An apparatus for supporting client calls within a 
private computer network of an organization having a 
plurality of agents, such apparatus comprising: 

means for detecting receipt of a call from a client of 
the organization through an interface of the private 
computer network of the organization with a public 
communication networks- 
means for determining a type of the received call; 
means for spawning a routing process based upon the 
determined type of call; and 

means for routing the call to an agent of the 
plurality of agents based upon the type of call and the 
spawned routing process. 

17. The apparatus for supporting client calls as in claim 
16 further comprising means for detecting call associated 
information received along with the call. 



The apparatus for supporting client calls as in claim 
17 further comprising means for selecting the agent for 
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connection to the call based upon the call associated 
information. 

The apparatus for supporting client calls as in claim 
j/^ further comprising identifying the client from the call 
associated information . 

<p^. The apparatus for supporting client calls as in claim 
^'Ifurther comprising retrieving client information based 
upon the identity of the client. 

il. The apparatus for supporting client calls as in claim 
3<r further comprising means for transferring the retrieved 
client information to the selected agent along with 
delivery of the call to the agent. 

^2/^. The apparatus for supporting client calls as in claim 

O 16 further comprising means for routing call information 

□ 

m from the client to the agent under a TCP/IP format. 



rp^^' The apparatus for supporting client calls as in claim 
16 further comprising defining the call type as a VoIP call 



under an H323 format. 



^2^. The apparatus for supporting client calls as in claim 
^ 16 further comprising defining the call type as a web page 
call under an http format. 

The apparatus for supporting client calls as in claim 
^ 16 further comprising defining the call type as a VoIP call 
under an SIP format. 
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^ . The apparatus for supporting client calls as in claim 
3^ 16 further comprising defining the call type as an T120 
chat session call under a T120 format. 

^^8. The apparatus for supporting client calls as in claim 
^ 16 further comprising defining the call type as a VoIP call 
under an MGCP format. 



3^. The apparatus for supporting client calls as in claim 
16 further comprising means for conferencing a third party 

M 

□ into the call- 

□ 

=C (X apparatus for supporting client calls as in claim 
% ^ ^/^wherein the means for conferencing a third party into 
^ the call further comprises means for adding another agent 

O as the third party. 



The apparatus for supporting client calls as in claim 
S ^ ^^wherein the step of conferencing a third party into the 
call further adding another client as the third party. 



1 An apparatus for supporting client calls within a 

private computer network of an organization having a 
plurality of agents, such apparatus comprising: 

a protocol stack adapted to receive a call from a 
client of the organization through an interface of the 
private computer network of the organization with a public 
communication network; 

a call criteria adapted to determine a type of the 
received call; 

a set up application adapted to spawn a routing 
process based upon the determined type of call; and 
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the routing process adapted to route the call to an 
agent of the plurality of agents based upon the type of 
call and the spawned routing process - 

^ ^3. The apparatus for supporting client calls as in claim 
3^^further comprising a network interface card adapted to 
detect call associated information received along with the 
call . 

/f^ The apparatus for supporting client calls as in claim 

^ :^Hurther comprising defining the call type as a VoIP call 

5 under an H323 format. 

a I 3^ The apparatus for supporting client calls as in claim 
/M y a) 

Q ^ 3/ further comprising defining the call type as a web page 

^ call under an http format. 

O 




b. J The apparatus for supporting client calls as in claim 
^further comprising defining the call type as a VoIP call 



under an SIP format. 

^ ^ . The apparatus for supporting client calls as in claim 
^^^further comprising defining the call type as an T120 
chat session call under a T120 format. 

/\^^' The apparatus for supporting client calls as in claim 
^ ^further comprising defining the call type as a VoIP call 
under an MGCP format. 

<j The apparatus for supporting client calls as in claim 

^ :^Hurther comprising means for conferencing a third party 
into the call. 
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A<> The apparatus for supporting client calls as in claim 

^wherein the means for conferencing a third party xnto 
the call further comprises means for adding another agent 
as the third party. 

^^l.^The apparatus for supporting client calls as in claim 
^^wherein the step of conferencing a third party into the 
call further adding another client as the third party. 
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